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1 confusing. Achieved flow-through does not relate to I through result of the commercial flow-through test.
2 flow-through of the orders that we sent during the 2 Is that correct?
3 conduct of our test. It relates to a very 3 A. [DELLATORRE] Correct.
4 specifically designed set of transactions that are 4 Q. The random sample consisted of how many
5 designed to test whether or not Bell Atlantic's 5 total CLEC orders?
6 documentation on flow-through is accurate. So it 6 A. [DELLATORRE] 176.
7 does not represent the results of the thousands of 7 Q. 105 of those were flow-through-eligible. and
8 orders that we sent in volume or the hundreds of 8 of those, only 59 percent actually flowed through?
9 thousands of orders that we sent during the 9 A. [DELLATORRE] Correct.

10 functionality test. It's a small subset test that's 10 Q. Good. I understood all that properly.
II designed to send scenarios one at a time to see if II Mr. Sears, I think you suggested in response to
12 they /low through or not. 12 questions by Ms. Johnson yesterday that at least
13 Q. Let me restate it to make sure I've got it 13 part of the explanation for the 41 percent that did
14 right. The achieved /low-through test in essence 14 not flow through is that some of those orders
15 was testing the accuracy of Verizon documentation. 15 involved CLEC operator errors; is that correct?
16 to see whether the order types that they said should 16 A. [SEARS] I think that's correct, yes.
17 flow through did in fact flow through. 17 Q. Can you tell us, of that 41 percent that did
18 A. [SEARS] That's correct. 18 not flow through, how many were due to CLEC operator
19 Q. Separate from that you performed what you 19 errors and how many were due to some problem on
20 called a commercial flow-through analysis? 20 Verizon's end?
21 A. ISEARS) That's correct. 21 (Pause.)
'")'1 Q. And in general terms. what was that designed 22 A. [SEARS] After you eliminate operator
23 to test? 23 error -- let me give you a long answer -- you're
24 A. ISEARS J It was designed to test or to help 24 left with 105 orders that should have flowed
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I u~ get a heller understanding of the differences I through. So we've actually already taken out the 57
2 hetween achieved !low-through and what CLECs see in 2 orders that actually received SEMs and removed that
3 the real world. It was also designed to provide us 3 from the calculation at this point. 62 of those
4 with information as to what sorts of commercial 4 flowed through; 43 of those did not flow through.
5 flow-through and the DTE with information as to what 5 Four of those orders are Massachusetts
6 son~ of commercial flow-through rates CLECs 6 orders where we were unable to determine why those
7 al·tually experienced. 7 orders did not flow through. The remaining orders
8 Q. Here's where the nomenclature gets even more 8 are New York orders which we were not provided with
l.) L'Ontu~lOg: Within the commercial flow-through test 9 information that would allow us to make that

10 you evaluated. a~ I understand it. two things. one 10 determination.
II of whICh you called actual flow-through. which II So I think the answer is, of the 43 that

I

12 mea~ure~ the percent of that entire random sample 12 did not -- that are eligible to flow through. we're
13 that YOU took of CLEC orders which did in fact !low 13 fairly certain that the four Massachusetts orders
14 through: correct') Again. that's actual flow- 14 were not because of operator error. We just don't
15 through, 15 have any information on the New York orders.
16 A. ISEARS] That'scorrect. 16 Q. SO, to make explicit what I think is
17 Q. And then you used the term "achieved /low- 17 implicit in your answer, your reference yesterday to
18 through." ahout the commercial flow-through test. 18 CLEC operator error was not meant to offer an
]l.) If I'm under~tanding this correctly, within your 19 explanation for the 43 orders or (he 41 perren! of
20 random sample of actual CLEC orders. you took a look 20 the flow-through-eligible orders that failed to flow
21 to sec which ones were flow-through-eligihle and 21 through.
'")'1 therefore should have flowed through, and you 22 A. [SEARS] Right. It was meant to offer an--
23 cakulalcu a pcrcentage of how many of those did 23 explanation of the 32 percent of the total number of
24 flow through and called that the achieved flow- 24 orders that did not flow through, which is those
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instituted a procedure for change management of
metrics that KPMG believes should resolve the

3 problems. but we cannot be sure of that until the
4 new procedure has been monitored in actual use.
5 Department staff will validate the Verizon wholesale
6 metrics change-control process for the August data
7 month in the preorder and provisioning domains.
8 Department staff will follow the same basic process
9 performed by KPMG during the retest of July data.

10 Verizon will follow its data production and
I I validation processes in developing metrics and
12 filtered data sets used to generate monthly metrics
13 reports. With the involvement and oversight of
I.. Department staff. Verizon will engage its internal
15 QIT team an independent auditing with the wholesale
16 performance assurance organization. Verizon will
17 then replicate the July and August preordering and
IX provisioning results based on documented changes
19 that occurred during the August data month, using
20 separate report-generation processes.
2 I In terms of Exception 16. Department

stall will closely monitor commercial transactions
23 using LSOG 4 to determine whether or not due dates
24 continue to be a problem and will continue to
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I monitor thiS issue until il is resolved 10 our
2 satisfaction
3 I note lhat Ihe Department's evalualion
4 of the sufficiency of Verizon's OSS systems is based
5 pnmarily on LSOG 2/3, not on LSOG-4.
6 MS. CARPINO: Joining Chairman Connelly
7 and Commissioner Vasington and me on the Bench this
~ mornln~ arc Mike Isenberg. April Mulqueen, and Scott
t) SlIllon.

1() With Ihal. Mr. McDonald)
11 1\.1R. McDONALD: We do have some general
12 quest ions hefOre the particulars. so I'll slart with
I.' those
14
15
16
17 CROSS-EXAMINAnON
IX BY MR. McDONALD:
It) Q I'm referring to Page 7 of lhe report.
20 SectIon 5.3. mililary-slyle tesl philosophy. The
21 third hulleted sentem:e refers 10 relesting

follOWing a fix. and also explains Ihal. quole. "If
23 the fl\ did not resolve the issue. the repair and
24 relesl cycle was repealed within the planned project

I schedule," close quote. Please explain the process
2 of retesting and how that process is modified by the
3 constraints of the planned project schedule.
4 A. [SEARS] Actually, retesting was not
5 constrained by the planned project schedule. The
6 planned project schedule I recall had us completing
7 this test in February. It's now August. So
8 retesting actually lengthened the planned project
9 schedule considerably.

10 Q. The fourth bulleted sentence states, quote,
II "KPMG Consulting, in consultation with the DTE.
12 determined that certain issues were not to be the
13 subject of retesting, as in the case of a fix that
14 required a long lead time," close quote. How was
15 the determination made to forgo retesting of certain
16 issues?
17 A. [SEARS] There's at least two ways that
18 retesting was --
19 Can you repeat the question?
20 CHAIRMAN CONNELLV: Why don't you read
21 the question back as stated.
22 (Question read.)
23 A. [SEARS] I'm glad you gave me the
24 opportunity to clarify that sentence. With the
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I exception of the issues that Paul actually discussed
2 in his opening statement, there was no instance
3 where retesting was forgone just because the fix
4 would require a long lead time. Implicit in that
5 slatement -- and we probably need to fix thaI before
6 this report is finalized -- there was a materiality
7 assessment as well. And so if it was determined
8 thaI a fix pOlentially required a long lead lime and
9 Ihat the error was not malerial. then Ihere was a

10 decision 10 forgo, potentially, relesling that fix.
II Q. Would you be able 10 idenlify which fall
12 into thaI calegory of nonmalerialily?
13 A. [SEARS] As we work through this, we have
14 idenlified in a number of your queslions in a
15 variety of areas those sorts of areas, so we'll be
16 able 10 identify Ihose as we go Ihrough the
17 leslimony.
I~ Q. Could you identify Ihe DTE staff who
J9 participaled in the consultations?
20 MS. CARPINO: The Departmenl would
21 direct witnesses not to respond. We don't think
22 thaI question is relevant.
23 COMMISSIONER VASINGTON: Mr. McDonald.
24 was Ihere a conversation on Friday wilh DTE staff on

4 (Pages 4878 to 4881 )

FARMER ARSENAULT BROCK LLC



DTE 99-271 Verizon
Volume 26, 8/29/2000

Page 5093 Page 5095

I receiving SEMs. I Verizon?
2 Q. The master test plan -- for example, at 2 A. [DELLATORRE] That's correct.
3 Pages 46 to 47 -- and consistent with explicit 3 Q. Has Verizon put in place any new methods or
4 directions in the Department's letter order of 4 procedures to ensure that future software releases
5 November 24th. 1999. directs KPMG to identify and 5 are not riddled with documentation errors, at some
6 document the root cause of orders falling out of 6 future point in time when KPMG will not be around to
7 this test and not flowing through. And if I 7 audit the documentation and make sure that mistakes
8 understood your last answer or the one prior to that 8 are fixed?
9 correctly. Mr. Sears. KPMG was not able to perform 9 A. [SEARS] We've been told verbally that Bell

10 that root-cause analysis because it could not get 10 Atlantic is going to be making changes to the
II the proper documentation or information from II process to improve the quality of these documents.
12 Verizon'? 12 but we have been unable to validate that promise.
13 A. [SEARS] That's correct. 13 Q. The master test plan at Page 51 discusses
14 Q. Let me make one more thing explicit that I 14 the high-level review of OSS documentation that's
15 think is implicit in that answer: You attempted to 15 intended to ensure that Verizon's documentation is
16 get that documentation from Verizon -- 16 subject to good management practice. Would the
17 A. [SEARS1 Yes. we did. 17 adoption of new and improved methods and procedures
18 Q. -- but it was not forthcoming. 18 designed to prevent future documentation errors of
19 A. [SEARS] That's correct. 19 the kind uncovered by KPMG during its review be part
20 Q. You also answered a variety of questions 20 of the good management practice that KPMG was asked
21 posed yesterday by WorldCom regarding the various 21 to review?
'J'J exceptions and observations opened with respect to 22 A. [SEARS] I think I'd be comfortable saying--
23 documentation problems. Do you recall those 23 that they would be an enhancement to the practices
24 exchanges in general terms'? 24 that they already have. We observed over the course
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) A. ISEARSI Yes. I do. I of this test that Bell Atlantic's documentation
'J Q. It's fair to sav that numerous documentation 2 quality did improve, and certainly enhanced-
3 Issues were uncovered during the course of LSOG 2 3 practices would -- better practices would be an
4 and LSOG 4 transaction testing reviews? 4 enhancement to those processes.
5 A. [SEARSI That's correct. 5 Q. The documentation errors discovered by KPMG
6 Q. The impact of those problems while they 6 related not only to the February release, but also
7 exist is that they impede the efficient execution of 7 related to the June release?
X preorder and order transaction processing: correct'? 8 A. [SEARS] There were documentation errors in
l) A. ISEARS] I'm not sure that they use those 9 the June release, yes.

10 exact wmds. but they certainly increase the amount 10 Q. I seek a little bit of clarification on
II of time and effort it takes to get ready to execute II another topic that was addressed to some extent in
12 transactIOns in those environments. 12 answering questions by WorldCom yesterday. Could we
13 Q. For what it's worth. those exact words 13 tum to Page 52 of the report. test cross-reference
14 happen to be a quote from Version 1.1 of the report 14 POP-I-4-9. having to do with the timely or untimely
15 at Page 93. test reference POP-4-12. 15 return of billing completion notices. Do you have
16 A. [SEARSI Okay. 16 that in front of you?
17 Q. The comments with respect to that test 17 A. [DELLATORRE] Yes.
18 reference were revised between Versions 1.1 and 1.3, 18 Q. The report states that only 74.7 percent of
Jt) with the conclusion of not satisfied being changed 19 lhe billing complelion notices received by KPMG were
20 to a conclusion of satisfied. Is that correct'? 20 received on time. Is that righl as far as we've
21 A. [DELLATORRE] Yes. 21 gone?
'J'J Q. And I take it that's because the particular 22 A. [DELLATORRE] Yes.
2J documentation errors that KPMG painstakingly 23 Q. And these particular billing completion
24 discovered and documented were with time fixed by 24 notices --
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I A. [DELLATORRE] I'm sorry; that was not
2 correct.
3 A. [GIUGNO] 74.7 were received by noon the
4 business day after the BCN CD.
5 Q. Where CD stands for?
6 A. [GIUGNO] "Completion date."
7 Q. What's the standard that Verizon is supposed
8 to meet?
9 A. [SEARS) There is no standard wrap to the

10 BCN CD. There's a standard wrap to the CRIS
II completion date. and Bell Atlantic meets that
12 standard. I believe. 99 percent of the time or
13 better. There is no established standard with
14 regard to the BCN CD.
15 Q. Should there be'.'
16 A. [SEARS J It's an interesting question.
17 Q. Thank you.
18 A. [SEARS] This test represents a proxy. a
19 proxy for Bell Atlantic's metrics. and I would have
20 to do a little bit more analysis and understanding
21 of the BCN CD to understand if it's even a good
22 proxy. and then to know whether or not there should
23 be a standard based on the BCN CD.
24 Q. Why did KPMG adopt this as its standard for
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this test criteria')
A. [SEARS] It was the proxy where the data was

3 actually readily available to us, and what we were
4 trying to do throughout this section was create a
5 CLEC view of the experience that we could compare
6 and contrast with the self-reported Bell Atlantic
7 metrics. In this case. I'm not sure we got it as
8 right as we did in some other cases.
l} Q. Footnote 29 indicates that of this universe

10 of orders subject to this test 20 of the orders that
1I had received provisioning completion notices never
12 recel ved any bi lIing completion notice. Is that
13 correct"
14 A. [SEARS] That's correct.
15 Q. And is the relevant universe 581. or is it
16 different') 20 out of how many. in other words?
17 A. IGIUGNO) It would be 581 plus the 20 PONs
IX for which we did not receive a BCN.
19 Q. SO 20 out of 601. or a little over 3.3
20 percent. did not receive any BCN even though they
21 did receive a PCN and therefore should have received
22 a BCN. Is that fair')
23 A. [SEARS) On 14 of these transactions we
24 believe we should have received a PCN and a BCN and

I we did not receive a BCN. Six of these were
2 cancellations where we did not expect to receive a
3 BCN and we did receive a BCN. But there are 14 of
4 the 20 transactions where we believe we should have
5 received b ~th notifiers.
6 Q. No\\ you've got me confused. because I
7 thought Fe otnotes 26 and 29 were referring to two
8 different. (iscontinuous sets of orders. Footnote
9 26 says thf re were 14 orders where you did not

10 receive a FCN but expected to; is that right?
II A. [DE LATORRE] Yes.
12 Q. And Footnote 29 says. of those orders.
13 apparently 601 orders. where you did receive a PCN.
14 20 of them did not result in a BCN.
15 A. [SEf RS] It's just coincidence that the
16 numbers happen to be the same.
17 Q. SO let me try to stop confusing myself with
18 the coincidence and understand your prior answer.
19 Of the 20 that you thought were going to receive
20 BCNs, can you tell me one more time -- I apologize
21 for this -- what group the 14 represents and what
22 group the six represents?
23 A. [SEARS] Six of the orders were
24 cancellations where we should not have received a
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I BCN. 14 of the orders were legitimate orders where
2 we believe we should have received both a PCN and a
3 BCN and we did not.
4 COMMISSIONER VASINGTON: Did not what?
5 WITNESS SEARS: Receive a BCN. We
6 received a PCN, and we did not receive a BCN.
7 Q. And those 14 represent approximately 2.4
8 percent of the total universe of 601?
9 A. [SEARS] That's correct.

10 Q. Given that the evaluation criterion for POP
11 test 1-4-9 is that Verizon provides timely billing
12 completion notifications. but that 2.4 percent of
13 the time they didn't provide any BCN, could you
14 explain why KPMG concludes that this criterion has
15 been satisfied?
16 A. [SEARS] Our conclusion was that level of
17 error was not material.
18 Q. And what was the basis for that conclusion?

/9 A. [SEARS] That most of the -- Irs very much
20 aligned with most of the timeliness metrics. which
21 are looking for 95-percent sorts of criteria.
22 Q. It's fair to say, is it not, that the
23 timeliness metric of 95 percent on time doesn't
24 imply that it's okay never to do the other 5
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I percent; right? 1 in terms of getting back PCNs and BCNs from Verizon?
2 A. [SEARS] I don't know that it implies that 2 A. [SEARS] Joe did.
3 or not. 3 A. [DELLATORRE] Yes. In fact, when the
4 Q. Is that how you take it? 4 missing notifiers became an issue in New York in
5 A. [SEARS] No. But again, our assessment was 5 February, I personally spoke to people at AT&T and
6 that when we received a provisioning completion 6 MCI both.
7 notice. 2.4 percent of the time we didn't receive -- 7 Q. This universe of 606 orders, when you didn't
8 or 2.2 percent of the time we didn't receive a BCN, 8 get these 14 PCNs, did you submit trouble tickets?
9 and that would not materially impact CLEC 9 A. [SEARS] Yes, we did.

10 operations. 10 Q. But despite submitting the trouble ticket,
11 Q. But again. this 2.4 percent of the time. II you still never got the PCN?
12 those were not instances where you received an 12 A. [SEARS] Not only did we submit trouble
13 untimely BCN: those were instances where you just 13 tickets; we actually had an observation on this
14 never got the BCN. 14 issue as well.
15 A. [SEARS J That's correct. 15 Q. What number? .
16 Q. Let's tum back to Page 51 and Footnote 26. 16 A. [DELLATORRE] 88.
17 14 expected PCNs were not received. Is this out of 17 Q. After submitting the trouble tickets, did
18 the universe of, as the text says. 592, or is it 592 18 you ever get a PCN?
19 plus 14') What is the universe? 19 A. [SEARS] On those that are in the report as
20 A. [GIUGNOJ Plus 14. 20 not receiving a BCN and not receiving a PCN, we did
21 Q. SO out of the universe of resale and UNE 21 not recei ve a PCN.
22 orders subject to this test. the 606 total orders. 22 Q. And what about those 14 separate orders that
23 14. or approximately 2.3 percent, never had any 23 did receive PeNs but did not receive BCNs? When
24 provisioning completion notification return? 24 that became apparent, did KPMG open trouble tickets?
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I A. [GIUGNOj That's correct. I A. [BOWERS] It would have been our normal
2 Q. SO the same followup question. I guess for 2 procedure to open trouble tickets for these missing

-' Mr. Scars: Why. if about 2.3 percent of the time no 3 notifiers. We do not recall whether or not we did
4 PCN is provided -- not untimely. but it just never 4 on these specific instances. We did, however, open
5 shows up -- did KPMG conclude that the evalualion 5 an observation related to this issue.
6 critenon for Tesl POP-I-4-8 was satisfied? 6 Q. What number?
7 A. [SEARS I The same reason I gave you before: 7 A. [DELLATORRE] No. 88.
X We concluded lhat level of error was nOl malerial. 8 Q. If there's an order submitted by a CLEC, the
l) Q. The same followup: Why? 9 order is processed, it's provisioned, there's a

10 A. ISEARS1 Because we didn't think that. given 10 provisioning completion notice but no billing
II thalthose transactions had received a BCN. thal you II completion nOlice, that means that Verizon is
12 had gOllen a completion notice, that that would be 12 continuing to bill this customer as if it were their
13 CLEC-impacting. 13 own?
14 Q The reaching your conclusions about 14 A. [SEARS] That's not our understanding, but
15 materiality with respect to missing-in-action PCNs 15 that might be a better question to ask Verizon.
16 and BCNs. did you go out and talk with CLECs to 16 It's not our understanding.
17 figure out whal they need to conduct their business? 17 Q. Could you explain what your understanding is
IX A. [SEARS J I'm sure various members of my learn 18 and what the basis of that underslanding is?
19 over lime. including me, have talked to lots of 19 (Pause,)
20 CLECs aboul what they need to conduct their 20 A. [SEARS] To go back and answer your question
21 husiness. 21 while we're having a more global discussion about.,.,

Q. I phrased the question generally. but I was 22 the composition of these orders. Our understanding--
23 meaning it more specifically. Did you lalk with 23 is it is possible to likely that billing would have
24 CLECs ahout what they need to conduct their business 24 commenced, that the billing would have been
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I transferred to the CLEC, even though the BCN was not I what Bell Atlantic has attempted to send me. I can
2 received. 2 only tell what I've received.
3 But just to answer your followup: The 3 Q. Let's just pause on that. so we don't lose
4 CLEC would not know that until they actually started 4 track of that thought. KPMG believes that it
5 getting usage from this customer. 5 submitted trouble tickets for these missing BCNs.
6 Q. When KPMG determined that the result of test 6 In the normal course. if Verizon had generated a
7 POP-I-4-9 was a satisfied result. KPMG did so with 7 BCN. KPMG didn't receive it and submitted a trouble
X the helief that Verizon stops billing a customer 8 ticket. Verizon would follow up by saying. "Here it
9 even if it never generates a billing completion 9 is; I'm resending it." Correct'?

10 notice') 10 A. [SEARS] That's my understanding. yes.
II A. [SEARS! I don't know that those -- I don't II There would have been a series of communications
12 know that that was the thinking that went into -- I 12 like that.
13 think the thinking that caused us to put a satisfied 13 Q. And these particular BCNs even after that
14 was the materiality and the small percentage of 14 just didn't arrive; correct'?
15 transactions. not the fact that we believe that 15 A. [SEARS] That's where we sit today. yes.
16 billing actually commenced as well. 16 Q. Go ahead. Sorry.
17 Q. There are two closely related but different 17 A. [SEARS] It's not true -- Our understanding
IX things that have to happen with respect to bi lling. 18 is that if the CRIS completion never actually
19 First of all. when there's a migration of a customer 19 happens. then the CSR does not retlect the customer
20 from Verizon to a CLEC, Verizon at the appropriate 20 as your customer or my customer. and as a
21 point in time has to stop billing the customer; 21 consequence. I can't do anything with that customer.
'1') right') 22 If the BCN -- if the completion actually--
n A. ISEARS I That's correct. 23 happens and for some reason the notifier either is
24 Q. And the CLEC needs to know that this point 24 not generated or not received. then in fact you can
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I

'"-
3
4
5
6
7
X
9

I 10

II
12
13
14
15
16
17
IX
19

20
21
...,...,
--
23
24

in time has come so that it can start hilling the
customer; correct'.)

A. ISEARS I The CLEC clearly needs to know at
what time the customer was moved to them. yes.

Q. Would it come as a surprise to KPMG if
VerilOn continues billing a customer unless and
until VerilOn generates a hilling completion
nOtification')

A. ISEARSI That would he inconsistent with my
understanding.

Q. If no hilling completion notification is
ever generated. so that that handoff. final handoll
of the customer to the CLEC docs not happen. can a
CLEC service that customer. submit any kind of
further requests for maintenance and repair or
additional features on that customer')

(Pause. )
WITNESS SEARS: Could we have the

question read back. please'?
(Question read.)

A. ISEARS I First of all. I want to make a
clarification. We're talking about received. not
sent. So I can't tell. necessarily -- because I sit
hehind a firewall. just like any CLEC. I can't tell

I operate with that customer as if they're your
2 customer. You need to go to the trouble to look at
3 the CSR and make sure that the CSR shows them as
4 your customer, but you can operate with them as if
5 they're your customer.
6 So there are clearly some situations
7 where if the CRIS completion actually didn't happen,
8 there was never an attempt to notify. I didn't
9 receive anything, that I would be unable to do

10 anything with that customer.
11 Q. Just so the record is clear. when you refer
12 to the CRIS completion. CRIS stands for what'!
13 A. [SEARS] It's "customer record information
14 system." It's the old retail biller for Verizon.
15 Q. And if CRIS, that system, still shows the
I () customer as being a Verizon customer despite the
17 fact that provisioning has happened to migrate the
IX customer to a CLEC. then so far as the Verizon

19 syslcms arc concerned, iI's still a Vcrizon
20 customer'?
21 A. [SEARS] As far as the billing system is
22 concerned. it's still a Verizon customer. yes.
23 Q. Let's shift gears and tum to Page 17 of the
24 report. Table 1-3. Table 1-3 on Page 17 of the
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II
12
13
14
15
16
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IX
19
20
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version that the Department and non-KPMG parties
have.

A. [SEARS] We actually have a copy with those
pages.

Q. Wonderful. The feature-and-functionality
testing that KPMG performed on the LSOG 2 EDI
systems included scenarios involving a migration of
a customer from a CLEC to Verizon?

A. IBOWERS J Correct.
A. [SEARS) Yes.
Q. In the VerilOn nomenclature. in Footnote 3

on these page. these are referred to as win-back
transactions'.>

A [SEARS] Correct.
Q. And the notion is that this is a customer

that Verizon has now won back from the CLEC.
A. [SEARS] That would be the implication of

the name. yes.
Q. One of the steps in the process of migrating

a customer from a CLEC to Verizon is that Verizon
communicates the fact that this has happened to the
CLEC on a line-loss report?

A [SEARS I That's our understanding. yes.
Q Why. then. as part of its testing of the

I question was raised of whether investigation of
2 line-loss reports was within the scope of the master
3 test plan. and it was pointed out by CLECs on the
4 call that in fact the master test plan covered
5 win-back scenarios. which necessarily involve
6 generation of line-loss reports. Do you happen to
7 recall that?
8 A. [DELLATORRE] I do.
9 Q. But despite those communications. it's just

10 not an issue that was covered within the analysis or
11 investigation by KPMG?
12 A. [SEARS] We weren't instructed by the DTE to

13 include the line-loss report. any analysis thereof.
14 in our tests.
15 MR. SALINGER: With that I'm going to
16 hand the baton to my colleague. Mr. Gruber.
17 MS. CARPINO: Off the record.
18 (Recess for lunch.)
19 MS. CARPINO: Let's go back on the
20 record. We had left off with Mr. Gruber about to
21 begin his provisioning questioning. if I'm not
22 mistaken.
23 MR. GRUBER: That is correct.
24 CROSS-EXAMINATION

Pag~ 5110 Pag~ 5112

1 BY MR. GRUBER:
') Q. Good afternoon. My name is Jay Gruber. I'm
3 one of the attorneys representing AT&T. My focus is
4 on the second P in "POP," so I'm focused fairly
5 narrowly on the POP-6 and the POP-7 tests. I'd like
6 to start with the big picture, and then after we
7 make sure we understand the structure of the test.
8 how it's organized. what it docs. then we can focus
9 on some of the details.

I () Why don't I start out with an open
II question: Please describe the difference hetween
12 the POP-6 and the POP-7 tests, in terms of their
13 objectives.
14 A. [SESKOj My name is Steve Sesko, from KPMG.
15 The POP-6 was a, what we would call more of a
16 process test. Being a process test. we relied more
17 upon interviews and upon reviews of documentation
IX from Verizon.

J9 The POP-7 test I would characterize as
20 more of a transaction-based test. We relied upon
21 actual transaction data as the basis of our
22 findings.
23 Q. Could you describe the purpose of each of
24 those two tests, what you were trying to measure.

lunClllmalily 01 migration orders from a CLEC back
10 Ven/on did KPMG not investigate the accuracy of
Verl/on'~ line-loss reports?

A. ISEARS] The answer is very simple: It just
wa~ no! In the scope of our test.

Q Well. the testing of these win-back orders
I~n'( lu~t referred to in the report; it's also
rekrrt'd III in the master test plan -- for·example.
al Page 17ft. C<lrre<;t'.>

A. [SEARS I The scenario is referred to. The
IIne·lo~, report isn't.

Q But as we've discussed. part of the scenario
" the I~~uance olthe line-loss report. The
~cellan(\ doesn't complete without the line-loss
report heing generated accurately; correc!'>

A. ISEARS J Not the way we execute the

3
4
5
6
7
X
l)

J(I

II
12
I"'
14
15
16
17 scenario. no.
I X Q Is It fair to say -- and this may be a
Il) que~tlon for Mr. DeIJaTorre -- that the issue of
2() Jf1aCCUrale line-loss reports from Veri/on was
21 specifically flagged as an important issue by CLECs

during communications with KPMG during the spring'>
A. IDELLATORRE) That is correct.
Q. There was at least one phone call where the

,..,

23
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23
24

24

3
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5
()

7
X

A. [SESKOI There are certain aspects. I would
say. of the provisioning work done by Bell Atlantic

3 that we wanted to have in certain cases two views
4 of. both from the way things should be and the way
5 things that Bell Atlantic characterizes itself --
6 My colleagues are referring me to
7 actually the text that we have used. Let me say
R that the POP-6 test. the objective of the test is to
9 evaluate the degree to which the provisioning

10 envi mnment supporting wholesale orders demonstrates
I I parity within the provisioning environment for Bell
12 Atlantic retail orders.
13 Q. SO it would be fair to say that roughly the
14 obJecti ve of the POP-6 test is to investigate the
15 comparability between the provisioning environment
16 for wholesale orders and for retail orders; is that
17 right"
IR A. [SESKOj Yes.
19 Q. And you used. according to your report,
20 three evaluation measures: consistent. repeatable,
21 and comparable. Is that correc!")

A. ISESKOI Yes. That would be for -- yes.
Q. And how did vou use those measures to

determine the comparability of the two environments?

A [SESKOI \\'hen designing our evaluation
critena. we would design the evaluation criteria
with lu,t what you mentioned in mind: consistency.
wmpatlbillty. and parity with the Bell Atlantic
retail organllation.

Q When you looked at consistency. for example.
were you looking to sec whether the wholesale
prov I 'lOlling environment is as internally consistent
\~ Ith H,elt J, the retail provisioning environment?

I (I I, th.1! a way of saying iC) Or are you looking at
I I con,,,terKy between the wholesale environment and
12 the retail enVIronment"
13 A ISESKO I With the consistency measurement
14 desLTIbeJ there. we looked for consistency in a
15 numher of ways. Verizon is a large organization.
16 obv·illuslv. We looked for consistency in the
17 empillyrncnt (If the work methods and procedures aLTOSS
I X the ditlerent organizations in Verizon. We looked
19 1111' comls(ency in the actual work being done with
2() thl' way the methods and procedures stated they
21 should be done; so we looked for consistency in the

lact lhat Bell Atlantic actually performs the work
in thl' way they designed it to be done.

Q Whl'n you look at that second type of

I consistency. at least in the POP-6 test you didn't
2 develop any quantitative measures to determine the
3 extent to which Bell Atlantic actually follows its
4 methods and procedures; is that correct'?
5 A. [SESKO] True. Since it's not a
6 transaction-based test. there would be no
7 quantitative measures that would be appropriate
8 there. Those quantitative tests are done in POP-7.
9 Q. How did you determine in POP-6 -- You

10 reached some conclusions regarding the consistency
I I of Bell Atlantic performance; is that righ!"}
12 A. [SESKO] Yes.
13 Q. And in particular. you reached some
14 conclusions regarding whether Bell Atlantic's
15 performance is consistent with its methods and
16 procedures; right'?
17 A. [SESKO] Well. between -- I'd say between
18 POP-7 and POP-6 we looked at the work actually being
19 done. whether or not it was consistent with the
20 methods and procedures. POP-6 relied upon
21 interviews and on-site reviews to determine
22 consistency with methods and procedures. whereas
23 POP-7 relied upon transaction-based data to make
24 that same determination.

Page 5116

I Q. And in the interviews. who did you talk to?
2 A. [SESKO] I'll give you the organizations
3 that is we conducted interviews wilh. That's
4 probably more appropriate than giving actual names.
5 Q. I'm sorry; I didn't really mean actual
6 names. What was the audience or the target of your
7 interviewing investigation? Who were lhe lYpeS of
8 employees that you spoke with?
9 A. [SESKO] These would be the employees

10 staffing the Bell Atlantic line organizations that
I I service both retail and wholesale customers.
12 Q. SO if we tum to Page 188 of the report that
13 we're using. that's where you report the results of
14 your POP-6 test; is that right?
15 A. [SESKO] Just one moment. please.
16 Where on Page 188 are you referring to'?
17 Q. Just the beginning. where it says. "The
18 POP-6 evaluation criteria and results." I just
II} wanted lO locate us in your report.
20 A. [SESKOI Yes.
21 Q. And lhe work centers that you evaluated.
'l') they're listed on the preceding page. are they?
23 A. [SESKO] Yes, bUl that doesn't -- Sure:
24 that's a complete list. sure.

16 (Pages 51 13 to 5116)
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I Q. And are all of these work centers involved
2 in provisioning both wholesale and retail orders')
3 A. [SESKOj These centers represent a
4 combination of the two. Some of these centers are
5 specific to retail orders; some of them are specific
6 to wholesalc orders. Others do a combination of
7 both wholesale and retail.
X Q. And through the interviewing process. you
9 investigatcd. as I read through your chart that

10 hcgins on Page 188, five different aspects of
I I work-center operation; and I'm going to list them.
12 just so that we'rc all. again. on the same page.
13 The lirst one seems to be methods and procedurcs:
14 consistency. rcpeatability and comparability bctween
15 wholesale and rctail regarding methods and
16 procedures. Is that right?
17 A. [SESKOj Yes.
IX Q. And then you analyzed four other aspects of
19 the work centers. The second one is the work-
20 volumes process; the third one is systems; the
21 fourth one is work-volumes systems: and the fifth
22 one IS order processing and distribution. Is that
2.' corn.:c t'.'
24 A. ISESKOj That's correct.

Page:; II X

I wholesale and retail." What we do in this case is.
2 each center in Verizon generally has an associated
3 methods-and-procedures document associated with it.
4 What we would do in this case is compare the methods
5 and procedures between the CPC and its retail analog
6 organization and try to make a detennination whether
7 or not we feel that customers treated by these
8 centers would be treated in a comparable manner. in
9 a parity manner. That's the basis of the methods-

10 and-procedures review.
II Q. What criteria did you use to detennine
12 whether they were. in your view. being treated
13 comparably. the retail customers and the wholesale
14 customers?
15 A. [SESKO] Primarily we would look at
16 timeliness as a criterion. We would look to see
17 within the actual process described by the method
18 and procedure. we would like to see some assurance
19 that timeliness of the orders were comparable, that
20 they would be treated comparably. And we would take
21 a look at the actual process flow of how an order is
22 treated by the two organizations as described in the
23 method and procedure.
24 Q. Let's just focus for a moment on the

Page:; 120

2
3
4
5
o
7
X
l)

I()

II
12
13
14
15
16
17
IX
19

20
21
'1")

23
24

Q What are you doing here') What's the
diflerenL'e In these livc different aspects of work­
center 0reratlon'

A ISESKOj Wc're going to pull this right out
of the master test plan.

Q. Could you refer us to where in the master
lest plan"

WITNESS DELLATORRE: Could you rereat
the ljue-..tlllO. please')

MS. CARPINO: Alan. do you want to read
it had.·)

(Quesllon read from Page 3317. Line 24.
to Page 331R. Line 2.)

A ISESKO j Rather than take you through the
master test plan. because it is written at a high
level. and when we actually do the test we go down
to a lower level of granularity. let me walk you
through what's in the actual final report. I think
that wi II answer your question a little hit better.

Q. Okay.
A. ISESKOj I'll read the first item from the

mcthods-and-procedures review. then comment upon It.

'The CPCs'," In this case. "methods and procedures
are consistenL repeatable. and comparahle hetween

I POP-6-1-1. just as an example. My understanding
2 here -- Well, first of all, we agree that KPMG
3 reached a result of satisfied; right?
4 A. [SESKO] Yes.
5 Q. My understanding of what you said earlier
6 was that the analysis was based on a review of
7 documentation and interviews with relevant
R employees; is that correct?
9 A. [SESKO] That's correct.

10 Q. It wouldn't have involved an evaluation of
II timeliness here, would it?
12 A. [SESKOj As described within the methods and
13 procedures, timeliness can playa part. yes.
14 Q. SO. in other words. you would look at what
15 the methods and procedures called for. and if the
16 time called for in the methods and procedures is
17 similar in wholesale and retail, you would conclude
I ~ that there is comparability regarding timeliness.
19 Am I underslanding what you did?
20 A. [SESKOJ That certainly is part of this
2 I test. I would say. though, that the cpe is actually
22 probably an example of a center that actually does
23 both retail and wholesale orders. So in the ~ase of
24 the cpe wc would look to see that this center

17 (Pages 5 I 17 to 5 120)
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T'J

23
24

T'J

-+
5
6
7
X
l)

10
I J

12
I'

treated wholesale and retail orders the same. We
would look to see that the center did not actually

3 try to distinguish between and have two separate
4 queues for a retail and wholesale order. We would
5 look for the order to pass through the same path.
6 Q. In this test you didn't seek to determine
7 whether the methods and procedures for retail or
~ wholesale were followed. did you?
9 A. (SESKOJ Not in this test.

10 Let me rephrase that: We certainly
II would through interviews with Bell Atlantic
12 personnel -- or Verizon personnel. excuse me --
13 interview them about orders in general. However. no
14 actual transactions. individual orders. were
15 reviewed in detail in POP-6. That was saved for
16 POP-7.
17 Q. In trying to determine whether the Bell
I ~ Atlantic methods and procedures treat wholesale and
19 retail customers comparably. did you interview any
20 of the customers'?
21 A. (SESKO I Interviewing -- I wouldn't call

"interviewing" the right word. In POP-7 we actually
worked closely with the network operations centers
for a number of CLECs.

Page 51~~

Q I Just want to make sure I understand. I'm
trying to hreak it down and understand how you
reached the conclusion that you did in POP-6-1-1.
It soumis like there. while you may have done it
somewhere else. you didn't interview the customers.

A. ISESKOI That's correct. I might add that
it would prohahly be inappropriate to interview
CLECs about specific organizations within VerilOn.
since they really only work with a small number of
these organi/ations. The CPe. for example. is one
of the organi/ations that's not within the view or
It's unlikely that the CLEC would actually encounter
personnel from the CPe.

14 Q. Docs the function that the CPC performs
15 ultimately impact the CLEC"
16 A [SEARSI Yes.
17 A. [SESKOI Yes.
I~ Q. SO it's certainly possible to identify that
Il) function and ask the CLEC what effect it would hJ\'L'

20 on it If that function was not properly performed.
21 A. ISESKOI It would be unlikely from a CLEC's

perspecti ve that the CLEC would actually be able to
identify the specifiC organization within Bell
Atlantic that in this case impacts them. Their

I contact is generally restricted to the TISOC and the
2 RCCe.
3 Q. I didn't quite get at what I was talking
4 about. I understand that behind the firewall to a
5 CLEC there are a lot of organizations that a CLEC
6 doesn't see. But all those organizations presumably
7 have to work together and consistently in order to
8 provide service to the CLEe. So it seems to me
9 that. you know, if one of those organizations

10 doesn't perform the function it's supposed to
II perform. that will impact the CLEe. And maybe we
12 can come up with an example here for the CPC. Is
13 there some function if the CPC didn't perform that
14 would impact the CLEC?
15 A. (SESKO] Certainly. If a new line needed to
16 be built, for example, that normally falls within
17 the CPC's purview.
18 Q. All I'm getting at is: Did you speak with
19 the CLECs regarding the consequences on it in this
20 case if the CPC -- and you wouldn't have to say the
21 CPC is untimely, but you could identify the problem
22 that could be created by the CPC?
23 A. (SEARS] No, that wasn't the objective of
24 this test, and we didn't do that.

Page 51~4

I Q. When you say it wasn't the objective --
2 A. (SEARS] The objective is pretty clearly
3 stated here. It was to see whether the M&Ps in this
4 particular instance are repeatable, comparable, and
5 consistent between wholesale and retail. You're
6 talking about outcomes. This test was not focused
7 on outcomes. It was focused on processes.
8 Q. I guess I had understood before that
9 included in the POP-6 test was an analysis of

10 whether Bell Atlantic was consistent in actually
11 following its processes.
12 A. [SEARS) That would he internally
13 consistent. In other words. do all of the people in
14 a work group follow the same process'! If a process
15 exists. do all of the array of people who employ
16 that process follow it'? If there are different work
17 groups that should be following this same process -­
IX let's say geographically dispersed; let's say some
/9 of these centers actually exis(ed in more (han one
20 physical instance -- consistency would be whether or
21 not the processes were followed consistently within
')') the Bell Atlantic work centers. So consistency is
23 an internal-consistency focus here.
24 Q. On Page 188 the KPMG report states --

18 (Pages 5121 t05124)
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I A. [SESKO] Could I ask you to give me the I Q. Now, we started this because I was actually
2 section. also? 2 asking for you to explain to me what the difference
3 Q. Sure, It's 2.6. analysis methods. 3 is in the five categories that you evaluated with
4 A. [SESKO] Thank you. 4 regard to these work centers. and we chose methods
5 Q. You state there that the evaluation criteria 5 and procedures as an example. Actually, the one I
6 that you use for determining whether Bell Atlantic 6 was having a harder time with is the difference
7 satisfies your standard is detailed in the master 7 between the categories called work-volumes process,
8 test plan. Could you just point me to where in the 8 the category called systems. and the category called
9 master test plan that's stated, that those 9 work-volumes systems. I'm trying to understand what

10 evaluation criteria appear? 10 you're studying that's different about each of those
II A. [SESKOj That would be Table 4-11. II categories.
12 Q. And what page is that in the master test 12 A. [SEARS] I'll take you briefly through it.
lJ plan'! 13 Work-volumes process is looking at how work volumes
14 A. [SESKO) It's Page 65 in my version. 14 are handled in manual processes. So if you look at
15 I need to make a point here. The master 15 the first one there. work volumes in the CPC are
16 test plan provides at a high level the types of 16 executed in a consistent and repeatable manner and
17 tests that are to be done. Evaluation criteria are 17 are comparable between wholesale and retail: There
18 a greater level of detail. obviously, and you won't 18 should be a dash there between "work volumes" and
19 find those in the master test plan. 19 "process." It's work volumes and manual processes.
20 Q. Just out of curiosity. did KPMG use the same 20 how are manual processes executed.
21 individuals to evaluate the methods and procedures 21 Systems is the physical systems
..,.., for the CPC as it did to evaluate the methods and 22 themselves. Are the systems used consistent and--
23 procedures for the other work centers'? 23 comparable between wholesale and retail? So that
24 WITNESS SESKO: Can I ask the court 24 would be -- I'm on Page 194 of our report right now,
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I repo!1er to repeat the question. I where it says "systems."
2 (Question read.) 2 And then work-volumes systems is how are
3 A ISESKOj It's possible. but not necessarily 3 work volumes that are handled by automated processes
4 true. There were a team of about five or six. I 4 administered. So work-volumes process are how are
." think. In Massachusetts who were evaluating all of 5 work volumes handled through manual processes
6 the Veri,wn centers. 6 administered; work-volumes systems is how are work
7 Q. Did KPMG have a process in place to ensure 7 volumes handled through automated processes
8 that the criteria that was used to evaluate these 8 administered.
l) cenler~ was consistcntly applied') 9 Q. Thank you very much.

J(J A. ISESKOI Regularly. according to the 10 A. [SEARS] Then order processing and
II pn1ce,se, that we usc on every tesl. We use a 11 distribution is the next section. and that really
12 peer-review systcm -- and I can describe that for 12 talks about how orders themselves move through the
I.~ you. The pecr-review system is a systcm that we'vc 13 process.
14 set up where we havc one managcr actually dcsign a 14 Q. And with regard to the POP-6 cvaluation,
15 test and wc havc anothcr managcr. called affiliatcd 15 your methods of evaluating cach of these. again,
16 with that [cst. actually rcview it and makc comment 16 were interviews and review of documentation;
17 on it. 17 correct'?
18 This tesl. like all thc others. was put 18 A. [SEARS) That's correct, yes. It was
19 through thc peer-review process. and on every one of 19 inlerviews with the work-center managers and [he
20 thcse interviews an interview summary was provided 20 actual people doing the work -- not just the
21 to the manager on the job. and that manager had 21 supervisors. but the actual craftspeople or..,..,

0pp0!1unlty to comment upon how the review was done 22 administrative people who performed these tasks. and--
23 ami in some cascs asked the team to do a followup 23 reviews of the overall documented processes,
24 interVIew. if required. 24 procedures, policies. et cetera. that surround those
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1 work flows. 1 retail order. It's not hard for the technician to
2 A. [SESKO] If I can add something: We also 2 determine whether it's a wholesale or retail order;
3 toured the different centers and watched actual 3 but at the point he receives that order to go work
4 Verizon employees processing orders or performing 4 on the frame, he does not know whether it's a
5 their tasks. 5 wholesale or a retail order. And that's universal.
6 Q. When you did. was your presence known to the 6 without regard to scenario. and our scenarios from
7 Bell Atlantic employees? 7 transaction testing don't enter into our evaluation
8 A. [SESKO] I'd say generally yes. 8 here.
9 Q. Now. it looks to me like the second of the 9 Q. But if the work required the technician to

10 tests in POP-6 is the one that you looked to see 10 do some work on a collocation cage, that would be
II whether the work centers were actually following II kind of a dead giveaway it might involve a CLEC;
12 the -- or actually. I guess. executing their tasks 12 right?
13 in a repeatable manner. in a consistent manner'.' Is 13 A. [SESKO] Generally the way Verizon has set
14 that right? 14 up their infrastructure the collocation cages are
15 A. [SESKO] You're referring to work-volumes 15 never actually visited by a technician. There's
16 process? 16 what we call a POT bay between the collocation cage
17 Q. Yes. that starts -- yes. work-volumes I7 and the floor where the main distribution frame is.
18 process. 18 So the collocation cage is never actually visited by
19 A. [SESKOI Yes, that's true. 19 the technician. It's the POT bay.
20 Q. And did you investigate in each of these 20 Q. Well, substitute "POT bay" for my comment.
21 cases whether the Bell Atlantic technicians knew 21 If a technician was directed, in order to accomplish
22 whether they were working on a retail or wholesale 22 the order, to a POT bay, that would be a dead
23 order" 23 giveaway it involved a CLEC; right?
24 A. [SESKOj In many cases yes. many cases no. 24 A. [SESKO] Sure, for the UNE loop order,
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I It really depends upon the organization. I absolutely.
2 Q. Well. if we look at POP-6-2-1 on Page 191. 2 A. [SEARS] In fact, I would guess all UNE loop
3 and then the next series of rows. those are the 3 orders are a dead giveaway.
4 different organizations, Would you have 4 (Laughter.)
5 identified -- did you put in your comments anywhere 5 Q. Now, in POP-6-2-4, on Page 192, you found
6 whether the technicians are able to identify 6 that the work volumes in the NAC are executed in a
7 whotesale from retail orders? 7 consistent and repeatable manner and are comparable
8 A. [SEARSI No. we didn't do that -- with the 8 between wholesale and retail. And in your comments
l) excertion of 6-2-12. where it specifically states 9 section you note that a one-month review of the NAC

10 that without investigation the technician docs not 10 results showed that there were 315 fax orders for
II know if an order is wholesale or retail. And I II wholesale and 1.838 Lotus Notes for retail orders.
12 think that's actually on the record from yesterday. 12 Is that right?
13 So .... 13 A. [SESKO] Correct.
14 Q. And POP-6-2-12 is a scenario that doesn't 14 Q. And you concluded that the fact that the
15 require the technician to go to the collocation cage 15 wholesale orders are received by fax and the retail
16 of the CLEC? 16 orders are received by Lotus Notes didn't make a
17 A. [SESKOJ Technicians-- 17 difference.
18 A. [SEARS] Stop. I don't think this is a 18 A. [SESKOI That's what we concluded. true.
ll) scenario -- The process that we're looking at hen: )1} Q. What did you look at to see whether it
20 is the process where the technician receives work 20 didn't make a difference?
21 either from WFA -- I'm actually reading from -- or 21 A. [SESKO] The NAC is the group that handles,..,..,

switch FOMs. And so fundamentally at that point the 22 one of the groups that handle, what we call fallout--
23 technician receives an order. The technician 23 orders. RMAs refer to an order type that requires
24 doesn't know whether or not that's a wholesale or a 24 manual assistance. I apologize for not descrihing
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I the acronym better here in the report. It's I retail and which ones are wholesale.
2 probably somewhere else. 2 A. [SEARS] Certainly.
3 But getting to your question: We took a 3 Q. Now looking at, again on Page 192,
4 look at the way that the RMAs were actually 4 POP-6-2-6: Here you analyze the work of the RCCC;
5 processed and concluded that they were processed by 5 is that right?
6 due date. with no deference towards their source, 6 A. [SEARS] That's correct.
7 whether they were a fax order or an order that came 7 Q. And you conclude that the RCCC work is
8 through the internal Lotus Notes system. 8 executed in a consistent and repeatable manner;
9 Q. I notice that there's a significant 9 right?

10 difference in the number of fax orders and the 10 A. [SEARS] Yes, that's what it says.
11 number of Lotus Notes orders. Did you consider II Q. And then you cite some statistics here. some
12 whether your conclusion was scalable? That is to 12 results for October, '99, through January. 2000.
13 say. if the number of fax orders. which are 13 A. [SESKO] Yes.
14 wholesale orders, approached those of the retail 14 Q. Are those statistics from Bell Atlantic's
15 orders. whether you could conclude in that IS self-scored and self-reported performance metrics?
16 circumstance that the work volumes are executed in a 16 A. [SESKO] Yes.
17 consistent and repeatable manner? 17 Q. Did KPMG observe the particular cuts that
18 (Pause.) 18 make up these numbers here?
19 A. [SESKOJ Since this organization, and most 19 A. [SESKO] A very small component of them.
20 of the organizations. treat the fax -- well, treat 20 Q. And in particular, a small component of the
21 the CLEC order and the retail order as equivalent. 21 320 hot cuts per month that are noted here.
22 volume does not playa part in this review. In 22 A. [SESKO] Yes.
23 other words. a tenfold increase in volume WIll 23 Q. Now I'd like to direct you to 6-2-9, on Page
24 equally impact a retail order, or the retail orders, 24 193. I found this one kind of interesting. You
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I as they would the CLEC ordcrs. I note that 85 percent of retail technicians and only
') A. (SEARSI Just as a mattcr of clarification: 2 24 percent of wholesale technicians carry cell-
3 Because the process is identical whether the order 3 phones, but you conclude that didn't make a
4 is recei ved by fax or Lotus Notes, if these numbers 4 difference. Do you think Bell Atlantic is
5 were inverted, we believe that the results would 5 inefficiently giving too many cell phones to its
6 have heen thc same. There's no reason to believe 6 retail technicians?
7 the results wouldn't have been the same if 1838 wcre 7 A. [SESKO] We actually wrote up an observation
X rcce ivcd by fax and 3 15 were recei ved by Lotus 8 on this.. Observation 20 was brought up because of
1I Notes. hecause the process after receiving the 9 this disparity, current disparity in the numbers.

10 document or the order is identical. 10 COMMISSIONER VASINGTON: What do you
II Q. Well. I could imagine that the process for II mean by "inefficiently"?
12 keepmg track of the paper orders is different than 12 Q. What I'm trying to understand is: If 24
13 the process for keeping track of the electronic 13 percent of technicians with cell phones can
14 orders. 14 adequately perform at wholesale, why does it require
15 A. [SEARS] That's possibly right, yes. I'm 15 85 percent of technicians to have cell phones to
16 more referring to the process of actually actioning 16 adequately perform at retail? I'm asking the
17 the RMA than I am to the process of tracking the 17 question perhaps -- perhaps it doesn't need --
IX RMA. And I don't have any firsthand knowledge of 18 COMMISSIONER VASINGTON: What does thaI
IY whether or not the process for tracking these in 19 have 10 do with comparable or consistent [anna!'?
20 Lotus Notes is different than the process of 20 Their conclusion is stated in there that they found
21 tracking them by fax. 21 the results were comparable and consistent. Does it
')') Q. And I assume that. given that retail orders 22 really malter whether or nol someone has a cell--
'),

arc received by Lotus Notes and wholesale orders hy 23 phone or not? Unless maybe it's an AT&T Wireless--'
24 fax. the technicians involved know which ones are 24 phone.
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I MR. GRUBER: I understand that that's
2 what they concluded. and I'm just trying to probe on
3 the notion of why. notwithstanding that disparity.
4 that they concluded things were still comparable.
5 I'm trying to get at the basis for that conclusion.
6 A. [SESKOl We also were intrigued by the
7 disparity. and the purpose of Observation 20 was to

8 actually ask that question of Bell Atlantic. Bell
9 Atlantic responded with a response that actually

10 satisfied us. Their response was that -- and let me
I I paraphrase. Their response was that Bell Atlantic
12 technicians have a number of ways to communicate
13 with their counterparts. The first way -- the
14 preferred way is using the line under test. and they
15 would use a hUt( set. a test set that they carry. A
16 second way would be to go into a free line to
17 conduct the conversation.
18 The third way -- and this is the way
19 that's used primarily in rural districts -- is the
20 use of a cell phone. because an open line is not
21 always convenient. Verizon mentioned that most of
22 the activity that these technicians -- most of the
23 technicians that conduct CLEC orders are in a more
24 urhan environment. and that was the reason why cell
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phone~ were not distrihuted to those techs.
MR. GRUBER: Give me one second. These

3 pages turning mean there are fewer questions.
4 (Pause.)
5 Q. If you could tum to Page 196, POP-6-3-11.
6 I noticed that here you conclude that there's
7 comparahility between retail and wholesale because
X the prionty is hased on the level of complexity of
<} the (lrder. I was curious as to whether you analyzed

I (J whether there was any difference in the average
II complexity of a wholesale and a retail order.
12 A. ISEARS I I can tell you we did not look at
13 the average complexity of the orders. no.
14 Q. SO it is possible that the application of
15 this criteria to assigning priority could have a
16 disparate impact between retail and wholesale
17 orders.
IX (Pause.)
IlJ A [SEARS J I think the answer is that we
20 omitted something here. This schema uses two
21 criteria to prioritize orders towards the front ()f

the queue. One is order complexity. and the second
23 one is the difference hetween today's date and the
24 due date. So it is possible. it is theoretically

I possible. that differences in complexity and due
2 dates could possibly impact the order in which
3 orders were worked.
4 I think we probably need to get a
5 statistician to see how likely -- but yes. it is
6 within the realm of possibility.
7 (Pause.)
8 A. [SEARS] My answer stands.
9 Q. And my question was: Did you observe any

10 difference in the average complexity between
II wholesale and retail orders?
12 A. [SEARS] No. we did not look for that. nor
13 did we have the information on either the wholesale
14 or the retail side that would have allowed us to do
15 that.
16 Q. I'd like to focus on POP-7. As I understand
17 it. this is where you reviewed in particular
18 procedures, processes, and operational environment
19 to support provisioning when coordination with CLECs
20 is required; is that correct?
21 A. [SESKO] Yes.
22 Q. And your method of analysis includes
23 targeted interviews; is that correct?
24 A. [SESKO] Could I ask what page you're on or
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I what section?
2 Q. 199.
3 A. [SEARS] The answer is yes.
4 Q. I notice that your interviews are of
5 development personnel. What does that mean?
6 A. [SESKO] That was a mistake that our
7 production people -- it was actually operations
8 personnel. Our production people saw fit to change
9 it. It was unfortunate.

10 Q. SO in the final report --
II A. [SEARS] -- it will say "operations."
12 Q. And you plan to issue a final report. I take
13 ir)
14 A. [SEARS] Oh, yes.
15 Q. Will we have an opportunity to see it?
16 COMMISSIONER VASINGTON: It will be on
17 the Web site. so yes.
18 A. [SEARS] Yes.
19 Q. I see in here -- and I'm going to kind of
20 paraphrase -- that you looked at your own
21 transactions for provisioning accuracy and
22 timeliness. Is that fair?
23 A. [SESKO] Yes. I would say we looked at a
24 sample.
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I Q. And were the orders that you looked at
2 actually provisioned to a customer'?
3 A. rSESKO] When we talk about KPMG orders --
4 and you bring up a very good point. When we talk
5 about KPMG orders. there were no what I would call a
6 live customer for these orders. These were test-bed
7 accounts. So when we talk about provisioning of a
8 KPMG order. you know, we have to be very careful.
9 But yes. they were all -- all of the

10 orders that the POP-7 test reviewed were actually
I I provisioned somewhere.
12 A. [SEARS] They're provisioned somewhere
13 within a central office. either to a block or to a
14 switch. So. for example. if you provisioned the TN.
15 you would have done the translations; the
16 provisioning would have been done in the switch in
17 the central office.
18 Q. And what about a hot cut'?
19 A. [SESKOj Yes. sure. Let me answer that.
20 For a hot cut we actually -- hot cuts are something
21 we actually spent a lot of time reviewing. We had
,.,"") three ohservation points for every hot cut. We had
23 two ohservers in the Verizon main distribution
24 frame: we had one ohserver at the CLEC NOC; and we
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had one ohserver who reviewed coordination calls.
sometimes at KPMG premises. other times at a CLEC.

3 Q. Were these all on the same hot-cut
4 transaction'?
5 A. ISESKOj All for one hot cut, true.
6 A. [SEARSI Our hot cuts were physically
7 provisioned. and they were ported from one Bell
8 Atlantic switch to another Bell Atlantic switch.
LJ It's an emulation of a hot-cut process in the CLEC

I (j world. But they were physically provisioned. and
I I they were physically moved.
12 Q. Old these hot cuts. did the Bell Atlantic
13 techniCIan know that these were KPMG hot cuts')
14 A ISESKOj Well. I mean. if the technician
15 were to review the order that comes out of their
16 dispatch center and they were able to diagnose what
17 I think our --
18 A. [SEARS J It's possible.
ILJ A. rSESKOj It's possihle. yes. If they were
20 ahle to identify ZKPT with KPMG. then. sure. they'd
21 he ahle to tell it was one of ours.

Q. How did you choose the location of the hot
cuts')

A [SESKO I Again. let me answer that question

I in two ways. For KPMG orders there were four
2 offices that we worked out of. and they represented.
3 I think. about a third of all of the hot cuts that
4 we reviewed. Two thirds of the hot cuts we reviewed
5 are actual live CLEC orders. and that was a much
6 wider distribution of geographic locations. And
7 that would be determined by random chance.
8 Depending on where that order happened to be
9' completing. we would show up and observe the order.

10 Q. We're going to come back to the notion in
I I just a couple of minutes of how you selected the
12 group of hot-cut orders that you ended up
13 evaluating. but we'll hold off on that for just a
14 minute. I want to just focus a little bit more on
15 the process itself. I thought for this it might be
16 easier. just so that we're all literally on the same
17 page. that as a reference point I distribute to
18 you -- and I'll represent to you that it is -- a
19 page out of the hot-cut presentation diagram that
20 Mr. Maguire used during the November technical
21 sessions. That just keeps us focused on where in
22 the process we are.
23 MR. BEAUSEJOUR: Excuse me. Ms. Carpino.
24 There apparently aren't enough copies to go around.
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I MS. CARPINO: Mr. Gruber, do you have
2 any more?
3 MR. GRUBER: Certainly.
4 (Pause.)
5 Q. Do you have that in front of you?
6 A. [SESKO] Yes. I'm almost done.
7 Q. If you could review that and just let me
8 know if that's consistent with the hot-cut process
9 that you were observing.
lOA. [SESKO] Well. I can tell you that I
II definitely do recognize this as a representation of
12 a hot-cut process. However. the actual process that
13 we've used is much more detailed and based upon the
14 method and procedure that Verizon defines for its
15 hot cuts.
16 MS. CARPINO: To be clear. this
17 document, which Mr. Gruber has indicated has already
18 been marked, does say "simplified hot cut process."
/9 A. [SEARS] So our analysis was done al amuch
20 lower level of work step than this hot-cut process
21 shows.
22 Q. SO when you look. for example. at Page 210
23 of your report, POP-7-1-2-A, you actually define 793
24 different tasks; is that right?
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1 A. [SESKO] I wouldn't -- I mean. there's not I Atlantic simulated hot cut. We set the due dates.
2 792. you know. individual discrete -- well. unique 2 We went out and observed on the due dates.
3 tasks. That number is 793 divided by 81. roughly. 3 There was a large number of other hot
4 A. [SEARS] It's approximately ten tasks per 4 cuts where a CLEC actually allowed us to do the hot
5 hot cut that we're looking at here. 5 cuts blind, using their CIC codes. Those were
6 Q. I beg your pardon? I didn't hear that. 6 absolutely blind to Bell Atlantic. and we went out
7 A. [SEARS] It's approximately. I would guess. 7 and observed those hot cuts on their due dates or
8 793 tasks divided by 81 loop migrations or hot cuts. 8 two days before. whatever the process was. So there
9 A. [SESKO] And let me add something. 9 was a substantial number that were blind.

10 A [SEARS] Is it even? 10 Twenty of these were done because we
II A. [SESKOI It shouldn't be. II had -. we wanted to test IDLC hot cuts. and it's
12 Q About 9.7') 12 impossible to tell from a PON whether or not a hot
13 A [SESKOI Let me explain the difference. The 13 cut is actually going to be provisioned. attempted
14 difference would be for local number portability 14 to be provisioned on the circuit that's an IDLC
15 would add a number of tasks. and we did -- some of 15 circuit. So we had Bell Atlantic provide us with a
16 our hot cuts had no local number portability 16 list of all the available -- or all the scheduled
17 associated with it. so we would discount the. I 17 IDLC hot cuts. and we randomly chose 20 of those
IR think. four tasks associated with LNP. 18 IDLC -- 22 of those IDLC hot cuts off the universe
19 A. [BUlAN] If there was a trouble on one of 19 of orders that Bell Atlantic told us would be IDLC
20 the cuts. there could be a trouble call that came 20 hot cuts.
21 from the center indicating that. which wouldn't 21 Q. Now, these are orders pending for the day..,.., necessari Iy be the case on a majority of cuts. and 22 that you're making the choice? Is that how you're--
23 that's why you would see a Iluctuation in number of 23 doing it?
24 tasks. 24 A. [SEARS] Let's isolate the conversation.
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I A ISEARS I That would add more tasks to the I We're talking only about the 22 IDLC hot cuts now;
2 standard number of work tasks. 2 right?
3 Q. You refer to 81 loop migrations here on 3 Q. Well. let's go back to the bigger picture
4 POP-7-1-2-A. 4 and ask the question first. of the orders that were
5 A ISESKOI Right. 5 from other CLECs or the ones that you did because
fl Q. Now I want to get very specific about how 6 the CLEC allowed you to. and ask you. did you get
7 those ~ I loop migrations were chosen. 7 your universe of orders by simply what was scheduled
~ A. [SEARS] 33 of these hot cuts were KPMG hot 8 on the day you decided to do the test'!
l) cuh: the remainder were actual CLEC hot cuts. 9 A. [SEARS] These are orders that we initiated,

1(1 Q What I'm trying to understand is -- the only 10 We created the service order that Bell Atlantic then
II way I can ask it IS by giving an example. One could 11 processed. So we knew what the due date was from
12 Imagine that you decided to select a sample of hot 12 the day we created the service order. Those orders

I 13 CUh hy choosing at random a bunch of PONs. or 13 were completely in our control. And I think that's
14 purchasL' order numbers, of different CLECs when the 14 66 of the orders. Some of them were done with
15 LSR IS submitted. One could imagine that that would 15 KPMG's CIC code. some of them were done with AT&Ts
16 be the way you would begin to choose your. to define 16 CIC code. And so there wasn't a list to select
17 your universe of transactions from which you're 17 from, so to speak. These were as if we were
18 going to select hot cuts. I guess I'm asking: What I~ provided .- in facl. the ones that were done using
19 did you use. whal was your universe here. when you /9 another carrier's CIC code looked like we were
20 look 81 !uop migrations? What did you start with') 20 really providing a customer with service or really
21 A. [SEARS] There are three actual ways in 21 doing a hOI cut. So they were to our schedule...,..,

which we gOI our XI hot cuts. The firsl one is kind 22 They weren't selected from any information thaI Bell--
23 of simple: We scheduled 33 orders where we were in 23 Atlantic had. Bell Atlantic had no control over
24 control. So they were a Bell-Atlantic-to-Bell- 24 those orders, other than the fact that they gave us
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I a due date. I A. [SEARS] The answer, though. is that on
2 Q. But there's another group of orders that 2 those 22 orders we did not have any history of the
3 were -- 3 orders. We were not in control of the order from
4 A. [SEARS] There's 22 orders that were done 4 the time when it was initiated until it was actually
5 because we wanted to make sure that we had a good 5 provisioned.
6 sample of hot cuts that were done where the circuit 6 Q. Now, in your observation of these hot
7 was originally provisioned on an IDLe. And the 7 cuts --
8 reason we needed to use a di fterent process for 8 MS. CARPINO: Which hot cuts? The IDLC
9 those is because when you place an order you don't 9 hot cuts?

10 know whether or not that service is provided on an 10 MR. GRUBER: I'm sorry. I guess any of
II IDLe. and there's a separate process for doing a hot II them for a moment, and then let's see whether I need
12 cut on an IDLe. CLECs had told us, and we've been 12 to break it down further.
13 told hy lots of people. that there was lots of IDLC 13 Q. Did your observation of the hot cut end at
14 plant in Massachusetts. and we wanted to make sure 14 the time that the -- Well, maybe I ought to ask you:
15 that we got a good sample of IDLC orders. So we 15 When did your observation of the hot cut end? What
16 didn't use the same process for the 22 IDLC orders. 16 was the ending step?
17 Mike. why don't you talk about what we I7 A. [SESKO] The ending step was to witness
18 did. 18 the -- well, let me say this: In the frame. in the
19 A. [BUlAN] It was over. I believe, a six- to 19 Verizon frame, the ending step was to watch the
20 eight-week period. where every week, the beginning 20 technician close the order out in the system and
21 of the week. we would get a schedule of all of the 21 actually make a call to the RCCe. At the CLEC NOC
22 IDLC cuts in Massachusetts from Bell Atlantic. We 22 the ending step would be for our observer in the
23 then would go. and we would pick out the ones that 23 CLEC NOC actually to witness the call from the RCCC
24 we wanted to see. and we would go out to the field 24 to the NOC, indicating that the cut had been thrown.
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I and view tho~e. I Q. In fact, you issued an observation on this
") Q Can I .Iu~t stop you there for a second? 2 in which you stated that you didn't see that call-
3 ThaI wa~ at the hcginning of the week you would look 3 being made; is that correct? It was No. 97?
4 to see which ones were scheduled for cut that week; 4 A. [SESKO] Objection 97, the Bell Atlantic
5 I~ that fight') 5 RCCC representative did not place a precut call to
6 A. IBUlANj At the beginning of the week they 6 the MDF.
7 would provide us with a schedule for the whole week 7 Q. It was a precut call.
X and we would make our plans to go out for our 8 A. [SESKOj Thatwasfor97.I,yes. 97.2, the
9 oh~erval ion~. 9 same observation: The MDF technician failed to

10 Q So you would catch the transaction -- you 10 place a call to the RCCC 15 minutes before the
II would fir~t pick it up at the week in which it was II go-ahead. In other words, it really should be the
12 due til he CUI. Is that correct? 12 RCCC calling the frame; but if we get down to before
L~ A [BUlANI A lot of times it was late Friday 13 15 minutes -- I'm sorry. if we get down to cut minus
14 allemoon we would get a schedule for the next week. 14 15 minutes or T minus 15 minutes, the frame is
15 Q. SO that you wouldn't have a history on that 15 supposed to call over to the RCCC to see if that cut
16 particular transaction, and you wouldn't know 16 should still happen, and neither of those calls
17 necessari Iy whether it had ever been scheduled to be I7 actually happened.
IX cut before. IX Q. But my understanding is that you closed out
19 A. IBUlAN I We were going out and doing a 19 that observation and concluded that the calls must
20 phySical verification. So we obtained the schedule. 20 have happened. even though you didn't see them
21 we pICked the sites we wanted to go visit. we went 21 happen, on the basis of some telephone logs that
")") out to tho~e sitc~. and we ohserved those 22 Bell Atlantic provided?--
23 installations taking place. to be sure that Bell 23 A. [SESKOJ Bell Atlantic provided, if I recall
24 Atlantic was adhering to their stated M&Ps. 24 correctly -- Bell Atlantic provided logs detailing
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I that the calls did happen. I think in this case we I Atlantic's standard process to terminate these
~ really agreed not to agree on this. because we did 2 services into a smart jack. Had they been
3 not witness the calls. But it's really an issue of 3 terminated into a smart jack. that wire reversal
4 materiality. because on the other 80 orders we were 4 problem would have been found immediately and
5 able to witness those calls. 5 corrected.
6 A. [BUlAN) This was an observation because we 6 The second thing is. in a normal CLEC
7 were trymg to track adherence to task. 7 environment, there would have been acceptance
X Nonadherence to task doesn't necessarily mean that 8 testing of these circuits as well, which also would
9 there will be some sort of a negative impact as a 9 have found that problem immediately.

10 result of it. So we brought up this observation 10 So it's our conclusion that those two
II because we just wanted to identify that there were II circuits that were provisioned with literally a pair
12 stated procedures. and in these very few cases those 12 of wires crossed were a testing artifact and not a
J3 stated procedures weren't followed. The end result 13 problem with the way Bell Atlantic executes the
14 was still successful. but they didn't take the 14 process.
15 stated path to get to the end result -- the whole 15 Q. And.again on POP-7-1-3-E, you find that 90
16 stated path. 16 percent were provisioned at the agreed-upon
17 COMMISSIONER VASINGTON: Is that two 17 installation due dates. What is the basis for your
1i\ separate hot cuts or one hot cut where that 18 conclusion that that is satisfactory?
19 happened? There were two calls that weren't made on 19 A. [SEARS] It's is really the same.
20 one out of the 81 hot cuts? 20 Fundamentally, we had two that were provisioned
21 WITNESS SESKO: One. 21 incorrectly on the due date, and what we're
T, Q. Did you consider in your materiality the 22 fundamentally saying is, because of the way we had--
23 potential for disruption from the failure to foliow 23 them provisioned as a pseudo-CLEC, it created an
24 the prescribed task? 24 environment for Bell Atlantic to incorrectly
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I A [SEARS] I think in this particular instance I provision that that would not present itself in the
2 because those particular calls were missed, A. 2 normal CLEC environment. So we probably need to
3 infreljuently. and B. did not impede the successful 3 change this criteria here to say that they were
4 completion of the hot cut. that we considered it not 4 provisioned on the agreed-upon installation date but
5 material that those calls were not made on that one 5 they were provisioned incorrectly.
6 out of XI hot cuts. 6 Q. SO the fact that KPMG is involved creates a
7 Q. Could you tum to Page 211, POP-7-1-2-E. I 7 different environment in these particular cases than
X think here you're analyzing the provisioning of 8 a typical CLEC; is that correct?
l) OS I s: is that correct'? You conclude that 88 percent 9 A. [SEARS] In this particular instance Bell

10 of the tasks were provisioned in accordance with 10 Atlantic likes to either provision into a smart
II Bell Atlantic's methods and procedures? II jack. which allows them to do loop-back testing in
12 A ISEARSj That's correct. 12 an automated fashion. or do acceptance testing of
J3 Q. Why did you conclude that was satisfactory'.) 13 OS 1 with a CLEC. We don't have the capabilities to
14 A. [SEARS] There are several reasons why we 14 do either of those things, like your client does.
15 concluded that this was satisfactory. The first 15 So in those particular instances we were unable to
16 thing that's important to know is that all 20 of 16 do that. and there was a slight difference between
17 these circuits were completed on time. Two of them 17 the way these were provisioned to us and the way
IX were completed with a pair of wires reversed. So 18 they would have been provisioned to a regular CLEC.
Il) when we wenl oul into the field and did the 19 Q. And so what I'm trying to undersland is [hal
20 provisioning verification. we found that the 20 it's the presence of KPMG's or it's KPMG's
21 circuits actually didn't work. 21 involvement here to which you're attributing the
T") There are two significant mitigating 22 Bell Atlantic mistake, as I understand it.--
23 factors that we believe make that -- that enable us 23 A. [SEARS] It's the fact that the process --
24 to discount that result. No.1, it's Bell 24 that a piece of the process, the completion of the
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I process itself. the testing of the circuit, Bell I Q. And there's no customer with whom there's
2 Atlantic was unable to do it because of the way we 2 difficulty scheduling a time for the hot cut; is
3 had them provisioned, because we are not a 3 that correct?
4 facilities-based carrier. like your client is, so we 4 A. [SEARS] That's correct.
5 don't have the ability to actually interconnect 5 A. [SESKO] There was a frame-due time. but it
6 these two facilities and do testing. 6 was done for convenience.
7 Q. And did you on the flip side take into 7 A. [SEARS] But the answer is. for those 33 you
8 account the effect on Bell Atlantic behavior of Bell 8 don't need customer cooperation. you need our
9 Atlantic's knowledge that Bell Atlantic was 9 cooperation.

10 servicing KPMG in the validity of your test results') 10 Q. We're almost at the end. Turning to
11 A, [SEARS) Across the provisioning tests. one II POP-7-3-3. I could be mistaken. but my memory is
12 of the reasons we did a significant amount of work 12 that the July 26th draft of this test indicated that
13 with real CLECs is we were concerned about bias that 13 the test was satisfied even though the test was
14 could be introduced because people within Bell 14 still pending. Is that correct'?
15 Atlantic could possibly know that these were KPMG 15 A. [SEARS] That was a typographical error in
16 circuits. That's why we feel very comfortable. for 16 that draft of the report. It should have said not
17 example. about our results in the hot-cuts arena, 17 complete.
18 where it's mostly based on blind transactions. 18 Q. I beg your pardon'?
19 That's the reason. by the way. why that particular 19 A. [SEARS] It was a typographical error in
20 test was conducted with more blind non-KPMG 20 that draft of the report. The evaluation should
21 transactions than with more KPMG transactions. 21 have been not complete.
...,..., Q. Are there any other ways in which the 22 Q. Instead of satisfied?
23 transactions that you used in your hot-cut tests 23 A. [SEARS] Instead of satisfied, yes.
24 differ from a typical hot-cut transaction? 24 COMMISSIONER VASINGTON: In the July
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I A. ISEARS] Are we talking about hot cuts, or I 26th version.
2 are we talking about OS Is'? We were just talking 2 WITNESS SEARS: Right.
3 about DS Is. 3 COMMISSIONER VASINGTON: This version is
4 Q. I'm sorry: I'm going to go back to hot cuts 4 correct.
5 for regular loops for a second and ask whether there 5 WITNESS SEARS: This version is correct.
6 were any ways in which KPMG sees a difference 6 Q. What happened between July 26th and August
7 between -- a systematic difference between the group 7 9th to persuade you that Bell Atlantic satisfied
8 of hot cuts that it analyzed and hot cuts in 8 this criteria'?
1I general. 9 A. [BUJAN] We got the necessary documentation

10 A. ISEARS I In the IDLC hot cuts. no. In the 10 we needed to conduct our analysis and complete the
II blinu hot cuts. no. In 33 hot cuts where we createu II test.
12 the environment. they were ported from a Bell 12 A. [SEARS) I just want to be clear, too: I
I.~ Atlantic facility to a Bell Atlantic facility. I 13 want to make sure I said "not complete." This was
14 uon'[ think that you would ever initiate an order 14 not evaluated as a not satisfied. It should have
15 where it woulu be ported from a Bell Atlantic 15 been evaluated as not complete.
16 facility to a Bell Atlantic facility, and that's why 16 COMMISSIONER VASINGTON: So what
17 I callcu that a simulated hot cut. It does a g{xld 17 happened in the interim was you completed it.
18 job of simulating hot cut. but it's not cut over. 18 WITNESS SEARS: We completed it.
III for example. to your facilities in a central office. 19 Q. On POP-7-4-2 -- this is on Page 215 .• your
20 It's cut over to a physically distinct Bell Atlantic 20 conclusion that this is -- procedures for addressing
21 facility. 21 errors and exceptions are defined is satisfied in...,...,

Q. And there's no customer that's requiring the 22 part on the grounds that there are procedures that--
23 service at the end. 23 detail remedial action when either Bell Atlantic or
24 A. [SEARS] That's true. 24 the CLEC misses the order. Is that right'?
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1 A. [BUlAN] What we were evaluating.... 1 Q. Were any of KPMG's transactions DSL orders?
2 Q. I'm just essentially directing you to the 2 A. [SEARS] All of our xDSL transactions were
3 language on the page at the moment. 3 live CLEC orders.
4 A. [SEARS] That's correct. 4 Q. Did KPMG's observation of live orders
5 Q. And did you test to determine whether the 5 involve observing Bell Atlantic only. or did it
6 Bell Atlantic employees actually were aware of that 6 involve observing the CLEC as well?
7 provision? 7 A. [SEARS] It involved both the CLEC
8 (Pause.) 8 coordinating centers and Bell Atlantic.
9 A. [SESKOj Part of the test in POP-7 was to 9 A. [SESKO] They were all CLEC orders, though.

10 request from the -- 10 Q. But did KPMG go to the CLEC premises to
II A. [SESKOj The lead-- I1 observe Bell Atlantic or Verizon's provisioning of
12 A. [SEARS] The lead frame technician. 12 those DSL orders?
13 A. [SESKOj We would request from the lead 13 A. [SESKO] We went to the end-user premise.
14 frame technician a copy of the relevant methods and 14 A. [SEARS] The customer for the service.
15 procedures. and we would check to see that. first of 15 A. [SESKO] The customer's premise.
16 all. they had them. and second of all, that they had 16 Q. And did KPMG also observe the provisioning
17 the right version of the methods and procedures. 17 of DSL live orders from Bell Atlantic's premises?
18 And we would look for some indication that they were 18 A. [SEARS] No.
19 actually being used. that they were in a common 19 Q. Was this more than a day's observation of
20 location. 20 DSL orders?
21 A. [SEARS] So the answer is yes, we did assure 21 A. [BUlAN] It was over ten weeks...,..,

that frame technicians understood that these 22 A. [SEARS] So we observed approximately 45--
23 procedures existed. just not in this particular test 23 orders over a period of about ten weeks.
24 criteria. 24 Q. How were the 45 live orders chosen?
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I A. [BUlAN] We were provided with a schedule
2 from Bell Atlantic, similar to with IDLe. usually a
3 week before. We identified the installations that
4 we wanted to go out and observe. We went out and we
5 observed those installations.
6 Q. On what basis did you choose which orders to
7 observe?
8 A. [BUJAN] What we tried to do is. we tried to
9 pick a geographical mix, so we tried to pick some

10 orders that were in a metropolitan area. we tried to
I 1 pick some orders that were in more of a suburban
12 area. so that we were sure that we were seeing a
13 large sample of the type of installations that Bell
14 Atlantic was dealing with.
15 Q. How many CLECs were observed, CLEC orders
16 were observed?
17 COMMISSIONER VASINGTON: Did you say how
18 many CLEC orders or --

19 MS. JIN DAVIS: How many CLECs were
20 observed?
21 A. [SEARS] The answer is we're not exactly
22 sure. because there was no identifying information
23 on the order. We believe it was at least two.
24 Q. Now. yesterday I think Mr. Sears testified

minutes.
!'vIS, CARPINO: Ms. lin Davis?
CROSS-EXAMINATION

BY MS. liN DA VIS:

Q I didn't hear in the description an
IOtenie~ of the frame technicians that were doing
the work and whether the frame technicians that were

4 doing the work were aware of these procedures.
5 A. [SEARSI The lead frame technician does a
I) slgnl ficant amount of the work. It's not a
7 supervisory position. So we have assurance that the
X frame technicians are aware of these procedures.
(} Q, The lead frame technician is responsible for

10 all of the technicians on the frame? (Pause.)
II A, [SEARSI The answer is. we arc assured that
12 there are people in the frame who understand what
13 these procedures are. If you were to ask me the
14 question that all of them know what it is. I
15 couldn't provide you with an answer.
II) f\lR. GRUBER: Thank you. I don't have
17 any more questions.
1X MS. CARPINO: I'm tempted to take a
19 break right now. Ms. lin Davis?
20 MS. JIN DAVIS: I have about five
21
..,..,

23
24
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I that KPMG believes that the 45 live orders is a I is -- that's where Steve and I disagreed -- over two
2 statistically significant number of orders, Is that 2 or three thousand it's effectively infinite. So
3 correct? 3 those statistics are based on comparing it to an
4 A. [SEARS] It really depends on the amount of 4 infinite number of orders that are out there,
5 Type 2 error you're willing to tolerate; but that's 5 MR. GRUBER: Could I ask a followup on
6 better than 10 or 15 or 20. 6 that'?
7 Q. I'm trying to understand your definition of 7 MS. lIN DAVIS: Sure.
8 "statistically significant." Is there a particular 8 MR. GRUBER: What's the range around the
9 percentage affixed to "statistically significant''') 9 91 percent'?

10 A. [SEARS) We believe that this -- and I'll 10 WITNESS SEARS: Five percent.
II stand to be corrected here. We believe that the II MR. GRUBER: So it's 86 percent'?
12 sample size of 40-whatever is appropriate to draw a 12 WITNESS SEARS: 86 to 96. And I
13 conclusion. a statistically significant conclusion. 13 couldn't tell you what the type of error is.
14 that 95 percent of these orders would or would not 14 MR. GRUBER: So it could be 86 percent
15 have been completed on time. 15 that you're looking at.
16 Q. Is the 45 orders.... 16 WITNESS SEARS: And it could be 96.
17 (Pause.) 17 MR, GRUBER: Okay.
18 Q. Did you wish to supplement your answer') 18 Q. SO you can't really tell me at what point or
19 A. [SEARS] Let's try this: That sample size 19 what percentage a number becomes statistically
20 would give us statistical power to feel comfortable 20 insignificant if you assume 2,000 or more is an
21 that we could feel 95 percent confident that at 21 infinite --
'Y) least 91 percent of those orders completed on time. 22 A, [SEARS] It really depends -- I'm going to--
23 So it's -- and by the way, you've already exceeded 23 get myself in trouble. It really depends on the
24 my statistical expertise. 24 power of the test that you want. If you wanted to
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I Q. Let me ask it another way. because I'm still I be 99 percent sure that they're 95 percent on time,, , not clear on that definition: Are the 45 orders 2 that would require more samples. If the universei -
3 statistically significant as compared to the total 3 were small relative to the sample size. it would
4 number of orders that KPMG observed'? Is that one 4 require less samples. Those are just kind of
5 basis or the basis for your term "statistically 5 general rules of thumb. Since we didn't know the
6 signi ticant''') 6 overall number of orders, we assumed a universe that
7 A. [SESKOj With a 95 percent confidence level 7 was infinite. That's the most conservative position
X we're sure that this sample of 45 represents 8 we could possibly take.
9 signilicance. as compared to the whole population of 9 Q. You indicated that KPMG observed Verizon's

10 ADSL orders. 10 provisioning of these live DSL orders from the end
II Q And what is the whole population of ADSL II user's premises,
12 orders for that period of time? 12 A. [SESKO] Correct.
13 A. [SESKOJ That would be all CLEC ADSL orders 13 Q. But not from the CLEC's premises.
14 for Massachusetts. 14 A. [SESKO] Correct.
15 A. [SEARS) The answer is. we don't know the 15 Q. SO would it be correct to assume that KPMG
16 number. That was based. I'm sure -- I'm 16 did not observe Bell Atlantic's or Verizon's
17 guessmg..... 17 provisioning activities inside the central office'?
18 (pause.) 18 A. [SESKO] That's correct. But I would say
19 A. ISEARS} That was based on the fact thaI (he /9 that the technician ac(ually performing the
20 universe was assumed to be -- That was based on the 20 installation was in contact in certain cases --
21 fact that the universe was assumed to be infinite. 21 well, in every installation case -- with the frame
,') If the universe is small relative to the 45 orders. 22 technician in a Verizon frame, as part of the--
23 then that sample has got significantly more power. 23 testing that they conduct during installation.
24 But it was based on an infinite universe. which 24 MS. lIN DAVIS: I think that's aliI
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have. Thank you.

MS. CARPINO: Thank you.

(Recess taken.)

MS. CARPINO: Let's go back on the

recorL!. We have some DSL followup by Ms. Scardino.

RAYMOND W. SEARS. III. JOSEPH

DELLATORRE. MICHAEL BUJAN. JAMES BOWERS.

BETH YATES. STEPHEN SESKO, and AARON

FOSTER, Witnesses

CROSS-EXAM INAnON

BY MS. SCARDINO:

12 Q ForgIve me, but I'd like to go back to the

13 45 ADSL orders that were used during the test. the

14 live CLEC ADSL orders.

15 You stated that you chose the number 45

16 based on the fact that a few thousand orders would

17 represent Infinity. meaning that whatever number of

IX unl verse 0 f orders out there there were today for

II) DSL. that you fell confident that choosing 45 would

20 gl\e you a statistically significant result. Is

21 that cUlTecl"

A. ISEARSI The statistical significance is

2.' more 01 an anitact than a design issue. Our

24 onglllal test target was 25 orders. and we took a
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I Q. I think you said that the 45 orders spanned
2 a period of ten weeks.
3 A. [SEARS] That's correct.
4 Q. And that you got the orders from Bell
5 Atlantic on a weekly basis. They provided you with
6 the orders that were active. Did they provide you
7 with all of the CLEC ADSL orders in Massachusetts?
8 A. [BUJAN] Yes.
9 A. [SEARS] We believe so. yes.

10 Q. And you were only able --
II At what point did you make the decision
12 that you needed to test more than 25 in that
13 ten-week period?
14 A. [SEARS] I honestly don't recall. It was at
15 some point in Mayor June.
16 A. [BUJAN] Right.
17 Q. SO the 20 additional orders that you deemed
18 it necessary to test. you were only able to get 20
19 based upon the information that you received from
20 Bell Atlantic on the current volume of DSL orders?
21 A. [BUJAN] Well. there's a certain window that
22 Bell Atlantic has to complete a DSL installation.
23 It's a four-hour window. So we worked within the
24 confines of their working day. So we could see
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1001-. at that :Jl some point during the process and
decll.letJ we would really like to have a more
slgm Ilcant result than we could obtain with 25
oruers. We then got as many orders as we possibly
(:ould. which was an additional 20. which gave us a
total of 45 orders. The statistical significance is
as an arti fact.

The test was originally designed' using
essentially the same sort of sample sizes that were
used III New York. where 30 was the magic numher.
But as was pointed out hy several people. there's a
high chance of Type 2 error on a sample size of 30.
We wanted to have more orders so that we could feel
more confident in our results.

Q. SO what was the basis of choosing 45 as
opposed to XI for hot cuts?

A. [SEARSI The basis was literally there was a
decisl(Jn taken at a point in time. and that was the
numher of orders that we could observe. It takes
quite a while to set up an observation. and the flow
of orders is not really high. So literally 20 was
the numher we could get done between when that
decision was taken and fundamentally when we issued
the first draft of the report.

I interspersed in that we're also trying to catch IDLC
2 observations as well. So we're working off of two
3 schedules. trying to get a sample. an initial sample
4 size in the 20s of each.
5 Q. And you only went out to the customer's
6 premise: you did not do any observations in the
7 central office?
8 A. [SEARS] That's correct.
9 A. [BUJAN] We did not; that's correct.

10 Q. And what was the reason for that?
II A. [SEARS] That's the way the test was
12 designed.
13 Q. Is there a reason for DSL orders. that it's
14 not necessary to observe any activity in the central
15 office'?
16 A. [SEARS] The reason we did the observations
17 was we could observe the majority of the work steps
18 from the field. In fact. we could ohserve a greater

19 proportion of the work steps from the field -than
20 from the central office.
21 Q. Did you observe any cooperative testing
22 activity between the Bell Atlantic technician and
23 the CLEC?
24 A. [BUJAN] We did not.
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I Q. None')
2 The 333 tasks that were observed. did
3 those tasks have any -- were any of those tasks of
4 the 333 tasks observed in POP-7-1-2-C, did any of
5 those tasks take place in the central office?
6 A. [BUlAN) It was a cooperative effort between
7 the outside field technician and the central-office
8 technician. So yes.
9 Q. SO by observing the task. were you observing

10 the technician that you were present with who was
II working with the technician back at the central
12 office"
13 A. [BUlAN] That's correcl.
14 Q. And was this done over the phone or over
15 test equipment'.'
16 A. [BUlAN] Over the phone.
17 Q. And were all 45 orders actually accepted by
18 the CLEC'
19 Let me clarify: Yesterday I believe the
20 testimony was that of the 45 ADSL orders observed.
21 four there were no facilities. so basically 41. Of
22 those 41 . were those loop orders accepted by the
23 CLEC the CLECs that you observed?
24 A. [SEARSj We don't know.

I of them have an 800 number which the technicians
2 would calL The call would terminate at a CLEC NOC,
3 network operations center. And the CLEC would then
4 have an opportunity to do an acceptance test. If I
5 recall from the methods and procedures. they're
6 allowed ten minutes to do acceptance testing. That
7 was the final step in every one of the DSL orders.
8 In fact, I think Bell Atlantic requires a ticket
9 number for the acceptance testing. which the

10 technician would record and make part of his
II installation record.
12 Q. SO of the 41 orders, were all 41 accepted by
13 the CLEC, be it either the Bell Atlantic tech
14 contacted the 800 number and there was no callback
15 or there was actually somebody that called back and
16 said, "Yes, we accept"?
17 A. [SESKO] Correctly stated, yes. of the 41.
18 exactly right. the CLEC was offered the opportunity
19 to do acceptance testing and did that acceptance
20 testing. In the other four. the four that did not
21 work. they were not offered acceptance testing
22 because there were no available facilities that Bell
23 Atlantic had to complete that DSL order.
24 Q. Do you know, did KPMG do any tracking of the
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was no.

I 41 that were actually completed?
2 A. [SESKO] Can I change something? No
3 qualified facilities, I should say, because
4 sometimes there were defective pairs. They were
5 there, but they were found to be defective.
6 Q. Of the 41 actually provisioned. did KPMG
7 track whether any of those 4 I the CLEC had
8 subsequently opened a maintenance-and-repair trouble
9 ticket?

10 A. [SEARS] No. we did not.
I I Q. SO basically the process stopped -- was the
12 acceptance testing the last point in your testing of
13 the 41 orders?
14 A. [SEARS] That's correcl.
15 MS. SCARDINO: Thanks. I don't have any
16 additional questions.
17 MS. KINARD: Can I do one followup for a
18 question?
19 CROSS-EXAMINATlON
20 BY MS. KINARD:
21 Q. Of the 41 where you had acceptance testing.
22 did you run any cases where the CLEC refused to give
23 the serial number because the loop wasn't working?
24 A. [SESKO] I'm going to have to check my

Q Yc~tcn.by there was testimony -- and I'm not
sure hy whom -- that all 41 orders were provisioned
In the inter,,;)1 period requested by the CLEC How
do you know that if you didn't observe the
cooperative testmg between Bell Atlantic and the
CLEC

(Pause. )
A [SEARSI I rnisspoke. and I'm going to let

Ste\(: gl\e you the real answer.
A ISESKOj Can I ask the court reporter to

repe.!l the questIOn')
MS. CARPINO: Or it would be simpler

A. [SEARS] That's incorrecl.
Q. SO that's what I assume, that you want to

change that answer.
A. [SESKOI "Cex)perative testing" is probably

not the fight word. I would say "acceptance
23 testing." And yes. as the last step in every DSL
24 installation. the CLEC was actually called. and most

J
4
5
h
7
8
t)

l()

II
12
13 fm--
14 Q. If you wanl. I can back up. First I asked
15 whether there W;)s cooperative testing observed
I h between Bell Atlantic and the CLEC and the answer
17
IX
It)
20
21
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I notes. I between Verizon's 745 metrics and what I believed
2 (Pause.) 2 were 102 performance metrics. If I'm using the
3 A. [SESKO] No. in every case Verizon. the 3 wrong term. please let me know what the difference
4 Verizon technician found there to be no qualified 4 is.
5 facilities to provide the DSL service. Every 5 A. [SEARS] Maybe this will help with our
6 time -- in all 41 cases -- I'm sorry. in those four 6 mutual confusion: There are 745 total metrics.
7 cases where the service was denied. they were always 7 There are 102 transaction-oriented metrics when we
R denied because Verizon identified that there were no 8 present the results in this report. Those are not
9 spare qualified facilities. not the CLEC. 9 the only metrics that we replicate and validate;

10 Q. But I mean. of the 41 that did get IO they are simply those we have chosen to produce in
II provisioned. the acceptance testing -- and I know II this report.
12 this from the metric; it's the end time -- where 12 Q. Thank you for that clarification. Of that
13 they have to give back the serial number to Verizon 13 102 transaction metrics. I was again trying to do a
14 or the CLEC can choose not to give a serial number. 14 rough tally of the three categories that you've
15 But did any of them say. "The loop wasn't working so 15 listed in them. In the category of satisfied. I've
16 I'm not going to give you the serial number"? 16 come up with 93 transactional metrics; not
17 A. rSESKOj We didn't see any of those cases. 17 satisfied, four; and not applicable, five. Does
IR MS. CARPINO: To accommodate a 18 that sound about right?
19 scheduling request. rather than going back to some 19 A. [DELLATORRE] Are you citing the results for
20 followup. we are going to turn to Ms. Reed to ask 20 the evaluation criteria?
21 some metrics questions.. 21 Q. Yes. I just very simply went through the
')') MS. REED: Thank you. Madam Hearing 22 reports that you've generated here and figured out--
23 Officer. 23 how many said satisfied, how many said not
24 RAYMOND W. SEARS, III, JOSEPH 24 satisfied, and how many said not applicable.
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I DELLATORRE. BETH YATES. and AARON I A. [SEARS] The clarification that I would make
2 FOSTER. Witnesses 2 is that the evaluation criteria do not map one to
3 CROSS-EXAMINATION 3 one with the metrics. But if we're talking about
4 BY MS. REED: 4 the evaluation criteria as the report stands today,
5 Q. Mr. Scars. I'd like to direct your attention 5 there's a slight difference between what you just
6 to Page 641. the metrics portion of your report. 6 said and where we are. There are currently two not
7 I'm trying to get some general descriptions of some 7 satisfieds in the report, in this section of the
X Items here. On Page 641, Table 1-10. there's an 8 report. as opposed to four. And then I'll accept
l) indicatIon there that the total metrics in the 9 that everything else is either satisfied or not

10 Massachusetts C2C report as of February. 2000 was IO applicable.
II 745. Am I correct that that's the number of metrics II Q. Which are the two metrics that are currently
12 that Venzon had in place at that time that you 12 still not satisfied?
13 examined') 13 A. [FOSTER] The metrics cross-reference
14 A. [SEARS! That's correct. 14 PMR-I-I-12 and PMR-I-3-12.
15 Q. I was trying to do a quick calculation of 15 Q. I see. So PMR-I-I-7.located on Page 646,
16 the numher of performance metrics as reported in 16 is now considered satisfied?
17 your report. Am I correct that the total numher of 17 A. [FOSTER] That is correct.
IX PMR metrics is 102? Am I close to that number') 18 Q. And also PMR-I-I-8 on Page 647 is also
Il) A. !DELLATORRE] Could you c1ari fy, when you 19 considered satisfied'?
20 said the 102 metrics versus the 745') Did you just 20 A. [FOSTER] That is correct.
21 go through this and count for 102? 21 Q. Do you have any further clarification?
')') Q. That's all that I did. Perhaps it's my 22 A. [SEARS] No.--
23 inartful way of asking the question. but I was 23 Q. Would you please explain to me what the
24 trying to get an understanding of the relationship 24 phrase "not applicable" means in the term for a
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I category of these transaction metrics. I can give
') you citations to the five PMRs. The first one that
3 I have is PMR-I-I-6, located on Page 633 of your
4 report. You can use that as an example of what "not
5 applicable" would mean.
6 A. [SEARS] What it really means is that the
7 test criteria itself is not applicable. There is no
8 filter for the preordering data, so a test criteria
9 that talks about using filtering data is not

I() applicable to the test because the data is not
I I fi Itered.
12 Q. Thank you. You mentioned that two of the
13 items listed in your August 9 draft final report
14 will be changed in the final report. Do you have an
15 idea of when that final report is going to be
16 released') My particular concern is whether or not
17 it will he before or after the final oral arguments,
18 which are currently scheduled for September 7.
19 A. [SEARS] I am anticipating, unless
20 something -- I am anticipating, based on where we
21 are today. that we will have a draft report. a final
22 report. very early next week. (Pause.)
23 I mean. we intend to complete our
24 editorial work -- this is on the record -- on the

1 D SL PMR transaction metrics. Are there any?
2 A. [SEARS] No.
3 Q. Is it easy for you to help me locate which
4 of the 745 Verizon metrics address DSL issues? And
5 I have located two so far that I can find out. That
6 would be POP-7-1-3-C. located on Page 212 of your
7 report. as well as POP-7-1-2-C. located on Page 210
8 of your report. If it's easy to help me pick out
9 the DSL metrics. I would appreciate that.
lOA. [SEARS] Is your reference on Page 210
II POP-7-1-2-C?
12 Q. On Page 21O?
13 A. [SEARS] Yes.
14 Q. Yes. it was.
15 A. [SEARS] That's actually a KPMG-reported
16 result, not a Verizon metric.
17 Q. I see. Thank you for that clarification.
18 A. [SEARS] I'm sure it's probably the same
19 thing--
20 That's a KPMG-reported result. There
21 are no carrier-to-carrier metrics -- there are no
22 New York carrier-to-carrier metrics, to my
23 knowledge. with regard to ADSL.
24 Q. Is that because the New York Public Service
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I report hefore we leave Boston. and we're I Commission guidelines that were used in KPMG's
2 antiCipating doing that either tomorrow or Thursday. 2 report include only up through the February 28, 2000
3 Production is always a bit of a challenge, so it 3 report? I believe that's what you state on Page 648
4 will take us a couple of days to get it through 4 of your report in PMR-I-l-IO.
5 production. But I'm looking for early to mid-next 5 A. [SEARS] That's at least partially the
6 week for our final report to be available to the DTE 6 reason. We were directed to use those metrics --
7 and Bell Atlantic. 7 the reason I'm hesitating is, I don't know whether
X Q. I appreciate that information. Will the 8 the New York carrier-to-carrier metrics have been
Y participants in this docket be given an indication 9 revised to include additional measures of DSL or any

10 as to what changes were made between the August 7 10 other circuit. But we were directed to use those
II draft final and the final-final report? II metrics. They do not include DSL metrics.
12 A [SEARS] If we were directed by the DTE to 12 MS. REED: I have nothing further.
13 do that. we could do that. 13 Thank you very much.
14 MS. REED: Madam Hearing Officer. I 14 MS. REED: Thank you.
15 would appreciate it if you would consider that as a 15 Do you need to summon your POP people
16 record request. to identify in a redlined format or 16 back?
17 a similar format. as KPMG has graciously already 17 MS. SCARDINO: Ms. Carpino, my metrics
IX done in identifying changes between the July 26. IX questions won't take that long, and they are
IY 2000 draft and the August 9, 2000 draft. /9 actually followup to Ms. Reed's and then some .
20 MS. CARPINO: We will take it under 20 additional ones. I don't know if you prefer for me
21 advisement and mark it as proposed Record Request 21 to ask those questions now.
22 FF. 22 MS. CARPINO: I don't have a problem
n (RECORD REQUEST.) 23 with that. Why don't you go ahead.
24 Q. The next couple of questions I have concern 24 CROSS-EXAMINATION
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